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Get Rid of Your Pest Problem
Prime Pest Control uses only the highest-quality liquid sprays, pastes, baits, traps 
and non-airborne granulized pest inhibitors. Our technicians are fully qualified and 

ready to take on your pest problems.
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Chapter 14: Resolving Concerns

1.14f

I Just Got Serviced
The customer may say, “Yes, I want this service but can you come back in a month when I need it again 
because I don’t want it done again after I just paid for it and the product is still there.”

“I won’t be here in a month because I’ll be doing promotions in a different city. We try and hit every neighborhood 
once. You are always invited to call into the office and get the service at anytime. The initial price is $179 and 
then $36 per month after that. The reason it’s so much cheaper right now is because we are already on the 
street treating your neighbors for their initial service. In a month, our initial trucks will be somewhere else and 
then have to drive 30 minutes to an hour to drive here and then another 30 minutes to an hour back. It costs 
a lot more in gas and it means 1-2 less customers we’re able to sign up in our promotional area.”

“Yes, you can definitely call back in a month. The price is $179 for that first service. I have these coupons for 
$50 off at a time. You can definitely use it making the price $129. The reason it’s so much cheaper right now 
is because the insects are not in full force yet. We just started receiving complaints in the neighborhood 
about the insects popping up. In a month from now, the insects will be in full force and the initial service is 
a lot bigger process than it is now. Plus, your company left without giving you everything we give you, such 
as the granules and wall injection, which we need to attack now before the nesting sites grow.”

“Yes, you can definitely call back, but the price will be $179. I know you just got it done but they did leave 
without giving you everything we give you, such as the granules and wall injection. I know you don’t want to 
be double charged, so let’s just do this one for $5 so we have something on paper and then we will pick up 
those pieces they left behind and get your home fully protected with a 5-star service.”

“Do you know when the last time was that they did the inside for you?”

If it’s been a while, mention that they will need a wall injection.

I just want to make sure what I’m offering you makes complete sense. Right now you are getting the power 
spray around the home. We’re going to upgrade you to a power spray that attacks the nesting sites. We 
will also lay down granules around the entire home-front, side, and back-one that sinks inside the soil to 
flush everything out and one to stay on the surface to stop the insects from coming from the neighbors’ or 
street. We are having someone come around and sweep away all your webs around the entire home. We’re 
soaking the garage and doing all the baseboards in the entire home and then going under all the kitchen 
and bathroom sinks to flush all nesting sites out of the walls. We will top everything off with a money back 
guarantee which you’re currently not receiving, all for the same price (or you might be beating their price). I 
promise this is something you won’t regret or we do refund you, so let’s just get it taken care of. “Would the 
morning or afternoon work better for you?” or “Will the technician have access to the garage tomorrow?” 
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If you’re saving them money: “I just want you to understand what I’m offering you today. If you would allow 
me to save you $5 a month, $60 a year, we will upgrade your normal power spray to…” And give the pitch.

“I just want to make sure this makes sense. If your company came by today and said, ‘We have a deal for 
you. We decided we’re going to upgrade our spray to one that will attack the nesting sites. We have never 
done anything for the yard, but decided we better start, so we are going to lay down a granule that will act in 
two ways. One will sink inside the soil to flush out the nesting sites and another will stay on the surface so 
we can start attacking the insects at the beginning of the yard, instead of as they’re coming into the home. 
We also want to do a wall injection because we found out without one, you will always have insects in the 
home. We also really want to just go the extra mile and sweep all the webs away to make the house look 
cleaner. If you will allow us to do this, we will drop your bill $5 a month, saving you $60 each year.’ If your 
company gave you that offer today, would you take it? Of course you would; it would be crazy not to and 
that’s exactly what I’m offering you right now.”

A good line to use: “We’re not just changing the name you write the check out too. We are changing your 
service.”

I Use a Family Friend
Sometimes they really do have a family friend, treating the home. Ask what the friend is charging. If it’s free, 
ask if he does a good job or if they still have insects. If they are happy, ask for a referral on the street and 
go to the next door.

1.14g

I Rent
“Oh, we actually just did a study on renters and found out through our research that not even renters like 
bugs. So don’t worry, we decided to still treat you.” (SMILE) Go into the service.

First of all, if they say they use a family friend, DON’T BELIEVE THEM. This is an old trick customers use to 
get you to leave. Sometimes it’s legitimate, but most of the time it’s not. Start with the same pitch of, “Oh 
yeah, you have to use someone or it goes crazy. What’s the name of their company?” If they don’t know, 
then it’s not a very good friend or family member and just go straight into the pitch as normal on what we 
do compared to most companies. If they say, “Oh, he doesn’t have a company; he just does it on the side,” 
Just go into the pitch with the transitions because the service is something they buy at Wal-Mart. By the 
end of these questions, they will start admitting they have tons of insects or they really don’t have anyone. 
Another trick to find out that they don’t really have a relationship with the person is to ask what his or her 
last name is.

You will often run into customers that rent and do not want the service because they do not want to invest in 
the home. They don’t think the landlord will want them to get it or they don’t know how long they will live there. 
Good lines to use for renters to get past this concern are:
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“Oh great. We actually work with a lot of renters. How long have you lived here? Do you plan on moving any 
time soon? If you end up moving, we just move with you and the price doesn’t go up even if it’s into a bigger 
home.”

I Might Be Moving Soon
“If you happen to move, don’t worry. We will just move with you. Wherever you go you still need a service. 
The great thing about moving is we give you the new move in special at no extra charge. The problem 
with moving into a new home is that the house was either vacant before you moved in, giving the insects 
a free home, or whoever lived their was getting out and most likely didn’t have a service for a while, giving 
the home an insect issue. What we do is go inside the home and do a wall injection a few days before you 
move in, giving you a bug free house as you settle in. Getting a new home is exciting, but not when there 
are insects everywhere. If you end up moving into a city where we don’t service or out of state, just give us 
proof of move and we void your contract.”

Do I Have to Get Serviced in the Winter?

Do not beat around the bush on this concern. Answer the customer quickly and confidently. Pests do not 
disappear during the winter months. In fact, during their hibernation period in the winter they are actually 
doing the most damage. During the winter, they are laying eggs, building their nests up and waiting to hatch 
in the spring. If we do not spray through the winter, it is much easier for the insects to return and infest 
the property. Explain to the customer the importance of maintaining complete control through continual 
services.

“Of course, winter treatment is essential in maintaining a pest free home. Pests do not simply disappear 
during the winter months. In fact, many pests are actually in their reproductive season in late winter just 
before spring. It is critical to continue services year- round in order to ensure complete control, thus 
preventing possible re-infestations year after year.”

Do You Treat Termites, Pigeons, Flies, Bed Bugs?

Prime Pest Control does not treat termites, pigeons, flies, or bed bugs. Some sales reps will say whatever 
they need to in order to get the sale, including lying and saying we will take care of these pests. This is false 
and Prime does not tolerate lying to customers. By not being fully honest with customers, the only thing 
that will happen is customers will be mad when they find out we don’t treat for them. This will result in a 
cancelation, making it so the sales representative thinks he made money, but

didn’t. If you are always honest with customers, you can resolve their concerns, they will be happy, and you 
will make money.
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Termites
A termite treatment is a completely different service with a different license. A termite treatment consists 
of digging a trench around the entire home and filling it with 500 gallons of extremely harsh chemicals. You 
have to drill into the foundation as well as, at times, interior walls, then patch things up. A normal termite 
treatment starts at $1,200 to $3,000. This is not a quick sale a door to door salesmen can get. Money has 
to be put together, spouses need to discuss it, and they almost always should look around for the best price 
because it is expensive.

If a customer has termites, tell them that is a different service and we are licensed to spray for general 
pests. Refer them to a company that only does termites because they can normally get a better deal that 
way, or refer them to Terminix because their prices for general pests are very high for a very basic service 
and charges are extra for everything else. You won’t be threatened by losing your sale.

Pig eons
Pigeons are about impossible to get rid of. They are illegal to kill, so there isn’t a lot you can do. You will 
often see spikes around the edges of the roof so that the pigeons can’t stand there. On most of those 
houses, you will also notice pigeons standing just behind the spikes or in the middle of the roof. There are 
two lines to use when the customer has a pigeon concern:

“Yeah, we actually don’t treat for pigeons. I could probably sell you a cheap BB gun, but that’s about it.” 
SMILE because you just made a joke.

Most pigeons sit on houses with insects in the yard, so they can watch for their meals. With our granule 
system, we will be flushing out the nesting sites, making the pigeons focus more on the neighbors’ yards 
for their meals.

Flies
“Our products 100% do kill flies, however, we cannot guarantee them because they fly and there’s no way 
to make them hit our products. This is why we do spray higher up on the walls and around the lights where 
they are attracted, in hopes they will land on the product.” 

1.14h

Bedbugs
Bed bugs are very contagious and hard to get rid of, making the technician spend extra time in the home 
and exposing them to the bed bugs. We do not want our technicians getting bed bugs on their clothing as 
they go through drawers, couch cushions, mattresses, etc. He could spread the infestation of the bed bugs 
to the other homes he treats. The technician will do a regular treatment with a bed bug home. Almost every 
house you will ever see with bed bugs will be a lower class and, often times, dirty home. These customers 
will most likely not be able to afford a bed bug service which is why they have had them for a long time. A
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normal bed bug service will cost $200 and up per room in the house. Along with having bed bugs, these 
customers will most likely have about every other insect which needs to be taken care of. At this time, you 
are able to make a deal with them to get a sale. Explain how expensive it is for a bed bug treatment, but then 
inform them that they also need to take care of the other insects and get a regular service because if they 
don’t, even after getting rid of the bed bugs they will eventually just come back. The deal you will make is 
that if they sign up with the year service, you will inform them and tell them the product to buy and how to 
use it so they can treat the home for bed bugs by themselves and save tons of money. Let them know the 
product will cost about $15 dollars, but do not tell them what the product is or how to use it until they have 
signed up with our service and we have an approved credit card.

Once you have the sale, inform the customers that the product they will buy is called diatomaceous earth. 
Diatomaceous earth is thin fiber glass in a powder form that some people will mix in water and drink 
every 6 months to cleanse the inside of their bodies. The way it works is that it will scratch up the insect’s 
exoskeleton on its belly, dehydrate it and kill it. What they will do is spread it everywhere they have the bed 
bugs: all over the carpet, floor, couches and they should not be shy about laying down a lot and leaving it 
there for about a week. They should reapply, if necessary. This sounds kind of simple, but believe it or not, 
this is the product most companies use for bed bugs. They will also need to wash all clothing and sheets in 
extremely hot water. They can buy this product online, at Home Depot, or at most animal food stores. This 
is not guaranteed to work, but it’s worth a try before paying $600-$1,000. They still need a professional pest 
control company for at least a year to make sure they get rid of other nesting sites and help prevent them 
from coming back.

1.14i

Need to Talk to My Spouse
This is a concern that creates major headaches for many sales reps. You can effectively resolve this 
concern through a variety of strategies. Many times, this concern is given in an effort for customers to buy 
themselves more time to make a decision. They will deflect your closes with this concern as many times 
as they possibly can. An effective method is to just stay persistent and not give up. If you can see that they 
need the service, don’t leave until they have purchased the best service money can buy. However, when all 
is said and done, if a customer really does need to talk to the spouse then there is not much you can do. 
It is beneficial to find out who makes the decisions about the home, the yard, or even the bugs. Find out if 
customers have been talking about getting pest control service with their spouses. Ask them if they like 
pests or if their spouses like pests. This is a corny question, but it can be very effective in breaking the ice 
that is created by the awkward situation of trying to sell one spouse without the other present. The best 
strategy in this situation is to ask plenty of questions and try to find out just how much decision making 
power the customer that you are speaking with actually has. If the spouse really cannot make the decision 
without the other spouse, find out when he or she will be home and if it’s within your knocking hours 
later that day. Set an appointment to go back and speak to the spouse. When you do this, always get the 
spouse’s name. It is frustrating to sign up a customer and then have and then have the spouse cancel after 
when he or she knows nothing about the service.
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Yes, you did explain the service to the spouse, however, he or she is not a salesman that knows and remembers 
all the info to give to the other spouse. Most likely, the other spouse got home and the customer you sold 
says the bug guy is coming tomorrow and this is the price. If the other spouse is not happy with the price 
and thinks he or she can get it cheaper somewhere else, they will cancel. Why shouldn’t they if they can get 
it cheaper? For all he or she knows, we do a pump can and nothing else. That is why, when possible, it is best 
to talk to the spouse if it is a REAL concern.

Finally, if the spouse works crazy hours and you cannot be there at the same time, or the spouse is out of town, 
you may want to suggest that you call the other spouse on the phone. Make sure that, whenever possible, 
you pitch the spouse on the phone rather than letting the customer simply ask the spouse if he or she wants 
pest control. You are the professional and you need to explain the service. By you explaining the service, the 
spouse on the other end of the line will think that the spouse in front of you already gave permission and 
wants the service, or why else would he or she call for you to convince them? This will give you a lot of power 
and pressure you’re able to put on the spouse to close the sale. When you do pitch him or her on the phone, 
act as if the spouse already gave you permission and go straight to the close regarding when you can spray.

“Is she the one that normally makes the financial decision around here?”

By using this line on men, it will often get the best of them as they think, “No, I wear the pants around here and 
make the decisions.” Once you have them there, you are able to close them.

If they say, “Yes, she is,” then he is probably telling the truth and you should ask when she will be back home 
and for her name. Then inform the customer that you will return later after she arrives to explain to her what 
you are doing.

“I don’t know about your wife, but my wife hates insects. I mean really hates them! If she finds something in 
the house, she will trap it, then call me right away to demand that I get home to kill it and will not go into that 
room again until it’s gone. I bet your wife hates insects too, huh? Don’t you think when she gets home and you 
tell her that a bug guy is going to come tomorrow to spray, she will be happy, or do you think she will seriously 
be mad that you’re getting rid of the insects for her?”

“Well, let’s set you up tomorrow afternoon; that way you don’t lose the spot and you can still get the discount. 
When your spouse gets home, you can let her know what she’s doing and I’ll leave my card here. That way if 
she has any questions she can give me a call.”

“Have you guys ever had a company before?”

If they say, “yes,” ask why they canceled. If it was because of price, help them save some money from last 
time to keep the spouses happy so they will sign. If it was because of the service, remind them of our money 
back guarantee, so their spouses shouldn’t worry. Worst case scenario: they just get a few free services and 
their money back.
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“Have you guys ever talked about getting pest control service before?”

If they say, “yes,” then they already had the conversation and agreed to get it. Be persistent and push them 
into the sale.

1.14j

I’m Not Interested
This is the most common line you will hear from customers right after you give your initial pitch. Some sales 
guys just say, “okay,” and go to the next door. “I’m not interested” doesn’t always mean they’re not interested, 
so DON’T WALK AWAY! Of course they are not interested; they don’t even know what you’re doing! For all they 
know, you are selling magazines or doing the national census. All they really know is that they don’t know you 
and they didn’t invite you to their homes. Even if they do know you are selling pest control, it’s just a pump can 
service for all they know. It’s important that you are ready for this response so you can respond back quickly, 
before they shut the door on you.

Sometimes they will not answer the door and just wave you off, or say, “not interested,” through the window. If 
this happens to you, don’t accept it. Say, “What? I can’t hear you,” to make them answer the door. You can also 
pretend you can’t hear them and start giving your pitch really quietly so they can’t hear you either. Eventually 
they will answer the door and you can have a real attempt.

If they say, “not interested,” right when they open the door:

“Oh yeah, we’re just going to spray the neighbors for bugs because they are have a big issue with ants and 
spiders. If we can get you on while we are treating them, we are doing it more than half off.”

“I’m just letting you know out of courtesy that we are spraying a few of the neighbors for insects, so you may 
see an influx of bugs on your property. If you want your home done as well, we’re doing it really cheap.”

They then may rebuttal and say, “I have a guy,” or “I spray myself,” giving you an in and a sense of direction 
on where to take the sale.

If they say, “not interested,” after your pitch, here are some ways to respond:

“Do you currently have a company or are you spraying yourself?”

“What do you normally do to keep the insects away from your home?”

“That’s fine. I was just letting you know that I’ll be treating the Johnson’s next door and that you may see an 
influx of bugs.” 
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There are two types of “I’m not interested” that you will find in the field. This one deals with the customers 
who have heard your pitch and been through multiple closes, but insist that they are still not interested. When 
faced with this annoying scenario, keep calm and keep persistent. Don’t leave with this being the last concern. 
When customers present this concern, it usually stems from their lack of desire to share their real concerns 
with you. Many times, you will need to dig deep and be very persuasive to get customers to open up and share 
their “true” concerns.

“Chris, we both know that this roach problem isn’t just going to go away. You’re going to have to call someone 
out here to get these bugs treated. I can get you done while I’m here with my truck. I’ll get rid of those pesky 
roaches and save you a lot of money. Is it the price that you are concerned with or maybe is it that you just 
don’t think we can get rid of the problem for you?”

1.14k

Can I Have a Flier?
After giving your initial pitch or at the end of your full pitch, the customer may say, “No thanks, but can I have 
a flier? If I start having an insect issue I’ll call you.” This is a nice way for customers to say no. This will sound 
so sincere on promising to call you the next day or that night after they talk to the spouse to see what time 
they can get sprayed. If you believe them, please do not be surprised when you get your hopes let down over 
and over as they do not call. It is not fun.

“No, I don’t have a flier. I’m really just here filling up my last spots of this route. You can definitely look us up 
in the phone book or online at armorpestcontrol.com and make an appointment at anytime though. The price 
will be a lot different at $179 for that initial, unless I can just get you on this route while we are already here. 
The reason why it is so much more like any other company is because when you call us out, it’s because you 
have a bigger issue that takes a lot more time and product. We also have to make a trip out for just you each 
time instead of having you on the same service schedule as the rest of the neighborhood.”

“I don’t have a flier, but if you don’t know what time works best, I’ll set you up for the last time of the day just 
to insure you are home in time. If you decide you want an earlier time, just give me a call.”

“Yeah, I do have a flier I can give you. It even has a $50 off coupon you can use in the future, taking it from 
$179 to $129. If we can get you on with the neighbors, we’ll just do it for $30 bucks though, saving you 
another $100. You will need to get it done soon, especially after we spray the neighbor’s. You might as well do 
yourself a favor and take the bigger discount now.”

“Steve, we both know that this roach problem isn’t just going to go away. You’re going to have to call someone 
out here to get these bugs treated. I can get you done while I’m here with my truck. I’ll get rid of those pesky 
roaches and save you a lot of money. Is it the price that you are concerned with or maybe is it that you just 
don’t think we can get rid of the problem for you?” 
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Is This Product Safe?

This concern comes up quite often which is great because our products are safe for children and most pets. 
You do have to be careful because some customers have different pets that the product can harm. Birds, fish 
and tortoises are pets that the product could harm. Don’t voluntarily tell the customer it isn’t safe for these 
pets if they do not have them or you will give them a concern that will never affect them. If they do have any 
of these pets, inform the customer that we will probably spray away from them, just in case. Write the notes 
to the technician and he will spray accordingly.

“Of course it’s safe… well, as long as no one drinks or touches it… just kidding! All of our products are completely 
safe for children and pets. It’s the same products they use in hospitals, nursing homes, and dog kennels.”

“Yes, it’s completely safe. We actually treat a couple daycares and preschools in the area. Whenever we set 
one of those up, we have to give them a list of the products for them to send into the state so that we can get 
approved before we start spraying. We get approved every time because our products are the best— a little 
more pricey for us, but the safety is worth it.”

“As long as your dog doesn’t drink half of his body weight in it, he’s fine; however, drinking that much water 
would be pretty damaging as well.”

Does This Kill Mice?

“Our normal product will do nothing for mice. If it were to kill a mouse, it could probably kill a small dog and 
we will never use harsh products like that. We do however, take care of mice. The way we do that is with 
mice baits and/or traps which the technician will inspect and apply according to what he finds out in his 
investigation.” 


